This paper examines the extent of end-user satisfaction on the service delivery process by the Royal Malaysian Customs (RMC) as the agency moves toward implementing electronic government (e-government) initiatives. The RMC has in fact been identi¯ed as one of the prominent and technology-pioneering government agencies in the country and therefore suitable for delivering electronic public services. Data were collected in mid-2009 from two types of customers, i.e., internal (Customs o±cers) and external (forwarding agents, importers, and bonded warehouse licensees) who use the Customs Information Systems (CIS) C8 form for transshipment of goods. Overall, the¯ndings suggest that both types of customers are either indecisive and/or doubtful with the performance of the CIS. These¯ndings are then extended to the broader context of information technology. It is of paramount importance that the RMC takes appropriate measures to satisfy both its internal and external customers by provision of improving its service delivery process through its CIS to produce desirable results.
Introduction
Malaysia aspires to be a developed country by the year 2020 comprising of a community that has abundance of information and knowledge in line with the country's National Vision Policy. One of the major steps undertaken is the conceptualization of the Multimedia Super Corridor Malaysia (MSC Malaysia) project (for details, see Refs. 1 and 2). Under the project, electronic government (e-government) has been identi¯ed as a°agship to be developed and implemented by the Malaysian government. The government realizes that information technology (IT) can be a catalyst to e-government initiative with the aim to improve the convenience, accessibility, e±-ciency, transparency, accountability, and e®ectiveness of its functioning. [3] [4] [5] [6] [7] Accordingly, the ultimate vision of e-government is to enable the Malaysian government to become more responsive to the needs of its citizens through a more e®ective and e±cient service delivery mechanism. Such an initiative is timely as it corresponds with the rapid information and communications technology (ICT) growth, Internet, and broadband penetration and usage in Malaysia. 8 A blueprint for the assimilation of IT into its governance structure has been developed and put into action. Among the action plan included launching of a program called`My-EG', in which a selection of public services is being made available online. In addition, such services have been simpli¯ed to facilitate business-government dealings through the establishment of a high-powered Special Taskforce to Facilitate Business (PEMUDAH) in 2007.
The Royal Malaysian Customs (RMC), a government agency responsible for the collection of indirect tax and at the same time providing facilities to the commercial and industrial sectors is one of the government agencies selected under the`My-EG' and subsequently targeted as one of the PEMUDAH initiatives in 2008. The selection does not come as a surprise as the RMC is among the technology-pioneering government agencies in Malaysia which works closely with the private sector to facilitate trade. The agency is among the¯rst to adopt electronic data interchange (EDI) in 1994 as modi¯ed from the United Nations/Electronic Data Interchange for Administration, Commerce and Transport (UN/EDIFACT). In 1992, the RMC introduced the Customs Information System (CIS) through the custom declaration forms with manual key-in process designated for four types of forms, i.e., C1 (import), C2 (export), C3 (transshipment), and C9 (import-break bulk). In 1994, the RMC began using the EDI in addition to CIS for its C1 and C2 forms. In 1997, the EDI and CIS were further augmented with the introduction of a single Electronic Fund Transfer (EFT) system, which was later upgraded to multiple EFT in 2003 which saw the application of EDI and CIS for C3 and C9. In January 2003, the use of EDI and CIS was enforced on the Paperless Export Normal C2 (for nondutiable goods) form, which was extended to dutiable goods in July of the same year. In January 2004, the RMC introduced the Inter-Station Centralization System (C8) for the purpose of transshipment of goods. Under the PEMUDAH initiative, a number of RMC's business processes have been further simpli¯ed and made online in order to facilitate business dealings with the private sector. This is one of the instances that portray how the Malaysian government aspires to implement and achieve positive results from its e-government initiative. Such an initiative is not new as many governments are heading toward the same direction with the same goal. However, the inherent challenges of IT adoption success in the public sector has led many researchers to conclude that the applicability and practicability of e-government remains unclear. [9] [10] [11] Lack of research has been identi¯ed as one of the major factors. 12 In this regards, many e-government studies have focused on developed countries [13] [14] [15] with few research attempting on developing countries. Ciborra 9 has aptly warned that, due to the di®erent educational as well as sociocultural constructs, the transition process to e-government is expected to di®er between developed, developing, and underdeveloped countries. In addition, e-government is an evolving, multidisciplinary topic that involves various stakeholders with multiple value dimensions (i.e.,¯nancial, social, and political). 16 As such, there is a lack of clear understanding of managerial practices surrounding the role of central governments in the deployment and development of e-government. 6 On the contrary, IT has been adapted by many multinational corporations (MNCs) and businesses with the key objective to tailor the available and emerging technologies to the speci¯c requirements of¯rms in order to increase e±ciency and e®ectiveness of their delivery systems through the multiple business decisions made on behalf of their customers which ultimately help to realize their organizational goals. 17 Matching both the elements is however a di±cult task in the public sector which face di®erent sets of priorities and therefore challenges compared to the business sector. 3, 10, [18] [19] [20] [21] This is evident from a study by Ghapanchi et al. (2008) who identi¯ed as many as 12 e-government implementation challenges. While the opponents failed to dissuade governments in the use of ICT, they have conveyed a clear message that governments will never be prepared for the change that is taking place if they are unable to link the role of governments as public service providers and the function of IT that is to assist the delivery of service to their citizens.
Taking the above cue, it is crucial for the RMC to assess its service delivery system as the agency embarks on e-government initiatives due to the involvement of many of its stakeholders, speci¯cally between the agency, its o±cers, and the business entities it serves. This is because the relationship between the agency and its business clients is deemed an important determinant of e-government success. More so, it has been identi¯ed that business rather than individual Internet usage has been found to have greater exploratory value as an antecedent to the availability of e-government services. 22 The resulting feedback will thus serve to inform on the level of e®ectiveness of RMC's CIS process, i.e., whether the current IT implementation is adequate or if a reengineering process is required.
It is against this backdrop that this study investigates the impact of RMC's CIS implementation on the satisfaction of both its o±cers and business customers. Many prior studies have focused on external users without giving due consideration to internal users, which represent a signi¯cant gap in knowledge. It can be well argued that e-government initiatives have to be accepted by the government o±cers before they could gain acceptance by the citizens. As such, this study focuses on the feedback gathered from the RMC o±cers (internal users) who are responsible for the approval of dutiable goods movement within the bonded warehouse department, and the declarations made by forwarding agents, importers, and bonded warehouse licensees (external users) through the process of declaration and approval of Customs Form No. 8 (C8) using the CIS. Procedurally, RMC's clearance for C8 is very important to ensure that its business customers receive their goods on time without any delay as this can a®ect their businesses. At the same time, the RMC management must ensure that every stage in the IT adoption is given proper attention so that the system works in congruence with the needs of the agency and its o±cers. This implies that observing the satisfaction of internal customers is as important as ensuring the satisfaction of external customers. The implementation of CIS C8 is very important for many reasons, central to the assumption is that with e-government implementation, it will facilitate RMC in providing better services to its business customers in addition to enhancing the e®ectiveness of RMC o±cers in performing their roles for the major government revenue generating agency. The following research questions are therefore formulated:
(1) What is the IT utilization level in terms of the CIS C8 process by the internal and external customers? and (2) What are the internal and external customer satisfaction levels with regards to the CIS C8 process?
The rest of the paper is organized as follows. The next section provides a brief background on the movement of goods, particularly the transshipment and the use of Customs form No. 8 (C8) so as to enhance our understanding of the process involved. The literature pertinent to the study is then reviewed, which result in the development of a research framework. The methodology used is detailed next, followed by presentation of the empirical results. The results are then discussed and implications provided before the paper is concluded.
Movement of Dutiable Goods and the Use of CIS C8
The Customs Form No. 8 (C8) is used for dutiable goods that have been transferred in between ports gazetted as free zones, bonded warehouses, free industrial zones, free commercial zones, and duty-free areas. The form is readily available in each individual sealed container and bonded truck which has been released earlier by the RMC delivery station of another location. For outgoing dutiable goods, the goods are released from bonded warehouses either for transshipment (C8) or for duty payment (C1/C9) which are monitored by the RMC's o±ce at the respective zones through the CIS. The details in the approved C8 form include the declared goods, supporting documents (i.e., invoice, bill of lading, and delivery order), and bank guarantee coverage. The RMC o±cer then registers the form in the delivery C8 registration book and/or transfer of goods book (only for movement of critical goods) before seeking the approval from the senior o±cer through the CIS. After approval is obtained, the RMC o±cers will inspect the goods as per declared in the C8 form. The inspection is made in the presence of company's representatives. Two copies of the form are needed for auditing and¯ling purpose by the RMC's o±ce. The form will then be placed inside the container or bonded truck and will be sealed by the RMC o±cer using the Customs seal.
Literature Review and Research Framework
Davison et al. 10 concur that to be successful in becoming an e-government operator, a model must be chosen as a guide to govern and to avoid potential problems during the transition period. Osbourne and Gabler 23 opine that citizens should be regarded and treated as customers, and suggest that the delivery of government services should be redesigned with customer focus. In this context, any e-government application must be responsive and tailored to the users' needs and should include applications such as provision of information, handling complaints and queries electronically, processing application for permits or licenses electronically, and paying duties, taxes and/or fees electronically. Citizens, in general, expect the service provided through e-government to be one stop shop service that is simple with the capability of personalization. 24 As such, it is the responsibility of any e-government application to encourage digital loyalty among citizens to execute their duties. Hodgkinson (2002) suggests that e-government is transforming through a learning curve for its back end (e-business) activities. Governments will have to develop this capability by maturing through a learning curve that resembles the repeated \S" curve. After the¯rst stage of online presence, the next stage focuses on interoperability which requires for inter-and intra-department sharing and common interface to citizen which precedes data management. Service availability appears in the third stage, and the fourth stage involves matured e-government which is characterized by a high level of capability and performance on multiple dimensions. The capabilities include the ability to share data and information across government units, capture and share knowledge among government employees, and the ability to assess performance. Performance dimension in this case includes the government's ability to o®er a vast majority of suitable services with an e-delivery option and more importantly that a large number of citizens and organizations will make use of them.
Whether or not e-government services are repeatedly used depend very much on the experience gained by customers who use them. In this regard, customer satisfaction is a vital issue and that measuring customer satisfaction is the key factor in determining how successful an organization will be in managing customer relationships. [25] [26] [27] In this regard, Reichheld opines that the measurement process must begin with the identi¯cation of external (customers in the marketplace) and internal (customers within the organization) clients. This is because if the organization sacri¯ces the needs of internal customers, this will lead to internal problems which will subsequently lead to internal and external customer dissatisfaction. Figure 1 shows the research framework for this study. In providing service through the use of CIS, the level of service quality is contingent upon on a number of exogenous factors such as technological infrastructure, policy, socio-technical, usability, and performance on the part of the RMC. These factors have received theoretical, practical and to some extent empirical validation (Hodgkinson, 2002) . 9, 10, [28] [29] [30] [31] [32] The arrows pointed out from the factors to the left and right directions are related to the satisfaction levels on each of the factors to the internal and external customers. The factors, which are deemed input as the RMC o±cers provide their services through CIS, becomes an output to the external customers who must depend on many of the same factors in order for the CIS to work. This is because the CIS requires features that are to be provided to the customers in addition to other general requirements such as Internet connection and the availability and quality of peripherals at the customers' end.
As shown in Fig. 1 , it is posited that the ability of the CIS C8 to meet the needs of the RMC o±cers based on the¯ve factors will determine their satisfaction as they carry out their duties. If services are e®ectively provided through the use of CIS C8, this will determine the satisfaction level of their business entities based on the same factors. As the fourth principle of Total Quality Management (process approach) is adopted to explain the phenomenon under study, a unidimensional view is provided in examining the extent of end-user satisfaction. Speci¯cally, the approach explains the standards in three dimensions: (1) customer requirements; (2) continuous improvement; and (3) customer satisfaction. In this study, the satisfaction levels are measured by each of the factors listed in Fig. 1 so that the level of e®ectiveness of the factors can be determined. This method has been used in prior studies albeit in di®erent situations. 28, 32 In so saying, it is worth pointing out that the manual process of C8 remains in force during the research as RMC is in the opinion that the business community has not been fully connected electronically. In addition, only the CIS C8 online process will be examined in line with the focus of this research.
Methodology
This research is quantitative in nature, focusing on soliciting perceptions of the RMC bonded warehouse o±cers (internal customers) and business entities (external customers) with regards to their satisfaction levels through the use of the CIS C8. The internal customers comprise of all the RMC bonded warehouse o±cers and senior o±cers in the state of Selangor. This study focuses only on the state due to the fact that Selangor reported the highest revenue collection among all the states in Malaysia, with RM368.5 million collected in 2006 (representing 36% of all the revenues collected), out of which RM8.9 million is contributed by the bonded warehouse department. In terms of the total number of C8 clearance forms processed, the RMC's Annual Report 33 indicates that Selangor ranked second after the state of Penang with 133,877 forms processed in 2005. Due to the small number of population, getting the involvement of as many RMC bonded warehouse o±cers as possible in the state is vital. There are about 10 senior o±cers and 36 o±cers working in the bonded warehouse department. About 37 o±cers agreed to take part in the survey. However, three respondents were rejected due to incomplete information provided in the questionnaire, making the total number of respondents to stand at 34.
The external customer is de¯ned as those who are at the receiving end of the service. They consist of managers and o±cers who manned the operations, purchasing, warehouse planning, and marketing departments of the forwarding agents, importers, and bonded warehouse licensees. As of 2007, there are approximately 1250 registered forwarding agents and 95 bonded warehouses in the state of Selangor. In practice, it is not uncommon to¯nd that bonded warehouses seldom change forwarding agents. Moreover, it is not unusual for some established agents to handle multiple bonded warehouses at any one time. This feature allowed the research to focus on respondents who are regular and familiar with the C8 declaration process in using the CIS. The researchers distributed 50 questionnaires randomly at six bonded warehouses. Out of the 50 questionnaires, 37 were returned and two were rejected because of incomplete information.
Two sets of self-reporting questionnaires were developed and disseminated to both types of customers in mid-2009. The questionnaires consist of two major sections. Section 1 is meant to solicit the respondents' demographic and psychographic information. Among the general questions asked include age, gender, marital status, race, highest education level, the availability of Internet connection at home and o±ce, experience with computer and Internet usage, and familiarity with the CIS and the C8 process. Two speci¯c questions asked on the RMC o±cers in this section End-User Satisfaction with IT Implementation at RMC 457 include their positions (either as senior or normal RMC o±cers) and their tenure with the agency.
Section 2 of the questionnaire meant for the RMC o±cers comprises of 51 items, divided into seven parts to gauge the respondents' satisfaction levels on the variables depicted in the research framework. These include constructs measuring performance (present IT infrastructure, CIS and/or IT contribution to the department, and levels of IT usage), socio-technical (the socio-technical interface), usability (technology and systems that a®ect the e®ectiveness of the CIS), technology infrastructure (IT facilities), and policy (IT in relation to organizational management). The respective parts and their corresponding items are displayed in Table 2 .
The external customers, namely the forwarding agents, importers, and bonded warehouse licensees were asked 31 questions which were divided into¯ve parts ( Table 3 ). The parts comprise of items measuring performance (present IT infrastructure and CIS and/or IT contribution to customers), socio-technical (sociotechnical interface), usability (technology and systems that a®ect the e®ectiveness of the CIS), and technology (IT facilities). All the questions in this section utilized ā ve-point Likert scale, ranging from 1 ¼ highly dissatis¯ed to 5 ¼ highly satis¯ed with 3 scaled as neutral. Descriptive statistics, namely mean and standard deviation scores are used to interpret the data. Table 1 provides a guide to interpret the mean scores based on recommendations by Amran. 28 Since Sekaran 34 opines that researchers can use a reputably good instrument instead of spending a lot of time developing their own measures, this study adopts the constructs used by Amran 28 and Tellis. 32 Since the constructs have been tested in terms of their internal consistencies and validities, the data obtained from this study can be used for further analysis.
Results

Demographic pro¯les of the respondents
Almost all of the RMC o±cers (97%) are above the age of 26, with half of them possessing minimum education quali¯cations (the Malaysian Certi¯cate of Education or equivalent to GCE`O' Levels). Only 18.2% of them possess Bachelor's degrees. Most of the respondents are married (82.4%) and have been in service for more than 15 years. Their tenure justi¯es the age, marital status, and education level 
Level of IT utilization in terms of the CIS C8
The majority of the RMC o±cers claimed that they are familiar with the C8 process (64.7%) and the CIS (56%). However, almost all the business clients claim that they are familiar with the C8 process (91.4%), with 85.7% of them familiar with the CIS C8 interface. About 77.1% of the clients reported that they declare the C8 at the terminal stationed at the RMC's o±ce, while 14% of them perform the declaration at the EDI-enabled facilities outside the RMC's o±ce. Table 2 shows the results of descriptive statistics with regards to the satisfaction level of the RMC o±cers on the constructs. On overall, the present IT environment scores the highest mean (3.34), followed by the contribution of IT through the satisfaction level of the overall CIS (3.30), the e®ect of technology and systems on e®ectiveness (3.21), level of IT usage in organization (3.17), IT in relation to management (3.02), socio-technical (2.99) and IT facilities (2.98). Based on the interpretation provided in Table 1 , the mean scores between 2.98 and 3.34 imply that the o±cers are indecisive and/or doubtful with regards to the items asked upon them.
Level of perceived satisfaction
Satisfaction level of RMC o±cers
Similarly, the mean scores for each of the individual items suggest that the responses are within the range of neutral, judging from the mean scores between 2.62 and 3.59. Only two items, i.e., \IT exposes me to become more creative" and \easy to analyze data" scored above or equal to 3.50. Satisfaction with the browsing speed scored the lowest mean. The responses to these questions corroborate the rates of satisfaction and/or dissatisfaction shown by the o±cers. About 62% of the o±cers are satis¯ed or highly satis¯ed with the exposure of IT that makes them more creative, while 56% of them are satis¯ed with the ease of data analysis. About 44% of End-User Satisfaction with IT Implementation at RMC 459 End-User Satisfaction with IT Implementation at RMC 461 End-User Satisfaction with IT Implementation at RMC 463 them are dissatis¯ed with the browsing speed while 35% of them remained neutral on this item. The standard deviation scores for most items are below 1, indicating consistency in the respondents' answers. Table 3 shows the results of descriptive statistics with regards to the satisfaction level of the forwarding agents, importers, and bonded warehouse licensees on the various CIS C8 issues. Among the variables, contribution of IT in terms of the satisfaction level of the overall CIS scores the highest mean (3.42), followed by IT facilities (3.38) , and the present IT environment (3.37). The variables on the e®ect of technology and systems on e®ectiveness and IT in relation to socio-technical interface scored the lowest mean of 3.25. Similar to the RMC o±cers, the customers are rather indecisive and/or doubtful based on their responses, judging from the mean scores between 3.25 and 3.42. However, compared with the mean scores obtained from the RMC o±cers, the customers seem to record higher satisfaction level.
Satisfaction level of business clients
In terms of the individual items, the mean score is within the range of neutral for most of the items, considering the mean score between 3.00 and 3.70. Only four items were found to score above or equal to 3.50. They are \scope of works increases by computing", \able to discuss needs", \e®ective information delivery", and \su±cient data communication". Satisfaction with browsing speed remains the lowest scored item (mean ¼ 3:00). To some extent, some support is found for the rates of satisfaction or dissatisfaction shown by the respondents although many of them rated the items within the range of neutral. The standard deviation scores for most of the items are below 1, indicating consistency in the respondents' answers.
Discussion and Implications
In terms of the demographic and psychographic pro¯les of the respondents, thē ndings imply that the majority of both types of respondents have experienced Internet usage and are familiar with the C8 process and the CIS despite their education level. This is probably due to the training provided by the RMC to its o±cers and customers. However, both groups indicate that the training they received is insu±cient, looking at the mean scores obtained for the items measuring su±ciency of training and hands-on knowledge.
Among the main areas that warrant attention from the policy makers include the rate of the RMC o±cers who are familiar with the CIS C8. It is contrary to expectation when the business customers reported that they are more familiar with the C8 process than the RMC o±cers. This is evident from the fact that 95% of all the C8 forms¯lled in 2007 are through the CIS. The level of understanding of the RMC o±cers and customers toward the CIS C8 is therefore questionable, judging from the fact that only a simple majority of them understand the CIS. This is not surprising, given the fact that the usage of CIS is not mandatory where C8 forms submitted manually are still accepted. The RMC is yet to eliminate the manual procedure due to various threats online, such as the existence of hackers, breach of security, virus infection, natural disasters, and other unexpected situations. The RMC prefers to maintain the manual process as a backup to any undesirable threats. This may explain why Internet access was not given due attention by the department. On the other hand, the¯nding that the business clients are more knowledgeable of the CIS C8 can be explained by the fact that businesses have taken steps to comply to RMC's online requirements although the forms can still be submitted manually. The business clients are seeing the possibility that CIS C8 will be made mandatory one day and therefore, they do not want their businesses to be a®ected when they are not ready to embrace the system. The¯ndings also con¯rm the earlier argument that the private sector is more willing to adapt IT to achieve organizational goals.
As far as the mean scores are concerned, it is obvious that the level of IT utilization among the RMC o±cers and customers is still very low. This is attributed to the lack of an environment and facilities conducive for IT implementation, top management support, and socio-technical conditions. All these have created doubts among the o±cers on the e®ectiveness of the CIS C8 utilized which have prevented the o±cers from using the CIS C8 to a level of their satisfaction. To the customers, the¯ndings may imply that their IT utilization is probably restricted to performing the CIS C8 processes. Nevertheless, the majority of clients who use the CIS C8 at terminals stationed at the RMC's o±ce claim higher satisfaction levels to the items surveyed, albeit still within the range of neutral. This leads to the answer for the second research question where both the RMC o±cers and the customers surveyed are rather indecisive and/or doubtful with the CIS implementation. The answers to the¯rst and second research questions have implications on what are the areas that the bonded warehouse department should focus on to make sure that the implementation of its CIS C8 is successful.
On overall, the study lends support to the debates on the applicability and practicability of e-government, speci¯cally on the challenges it inherit from the implementation process. This implies a gap between the deliverables conceived and the actual realization of such e-government initiative. 35 In fact it is known that government traditionally has been slower to clamber onto the web-enabled bandwagon, given the fact that they are more of conservative entities, slower to change, and slower to adopt new initiatives than operators in the commercial¯eld. 10 In the context of this study, it is evident that the RMC is still struggling with the various hurdles concerning e-government implementation such as personnel, technical, and environmental conditions. The facilities and environment are not friendly enough to spur greater usage of the CIS among the o±cers. They are facing technical and sociotechnical problems such as lack of relevant technical skills due to little support from top management, insu±cient training, and shortages of skilled personnel. In fact, the o±cers and customers seem to indicate that further improvements to the CIS and IT infrastructures such as browsing speed are necessary, but the latter part contradicts with the government's e®orts in developing su±cient infrastructure bandwidth in the country. These issues have been transferred over to the customers, which resulted in lower levels of usage and satisfaction.
To some extent, the¯ndings demonstrate that the external customers are more satis¯ed with the CIS in many ways compared to the RMC's o±cers. This is probably due to the fact that the o±cers are able to accurately see the shortcomings of the system as compared to their customers who have frequently been exposed to positive images of the system by policy makers. In some ways, the results also imply that the government has been over-emphasizing on building technology infrastructure without really considering the acceptance of the stakeholders. With little top management support, there is an apparent lack of conducive environment and facilities needed for successful IT implementation. It is therefore not surprising that the RMC o±cers and their clients cast doubt on their satisfaction levels.
The results imply that in order to be successful in e-government initiative, vision, in-depth planning and implementation strategy are thus essential factors 3, 35 in order to reduce the associated risks, costs, and the time wasted (Ghapanchi et al., 2008) .
Central to e-government implementation is the objectives to be achieved, i.e., to improve the e±ciency, transparency, accountability, and e®ectiveness of governments in better serving their constituents through the delivery of quality service. As such, public sector organizations such as the RMC must be prepared to embrace IT wholeheartedly if it is to become e±cient and e®ective service providers and delivery agents to the citizens. This issue is of growing importance as it will facilitate the development of the Customs Portal as part of Malaysia's National Single Window (NSW) initiatives in which some relevant applications in the Portal will be integrated or interfaced with the NSW and function as a component of the NSW.
It is imperative for the RMC to reassess their CIS implementation from the perspectives of their internal and external customers. The o±cers play an important role as they are the frontliners to the system. Their perception and satisfaction levels will thus leave signi¯cant impression to their customers. As such, their input must be obtained and assessed. The policy makers and management of public sectors must constantly think of how to increase the acceptance of the system by its stakeholders. Prior studies have identi¯ed factors such as perceived usefulness, trust, and persuasion which exert in°uence on the acceptance and intention to use e-government applications (Akpinar and Ondin, 2008) . 12 As such, any e®ort towards increasing acceptance of the CIS must consider these factors. The o±cers must be convinced that the use of CIS helps them to complete their tasks on time and expose them to become more creative.
Further, the RMC needs to consider improving its internal management and control 36 through a change management mentality (Ghapanchi et al., 2008) so that a conducive environment is enabled to fuel growth of the CIS usage. The policy makers must be made to realize that any e-government initiative would be cumbersome without their full support and commitment. They will have to champion such initiative which must be cascaded down to the departmental levels and individuals. The management of RMC should be made aware of the importance of CIS usage towards success in public service delivery and allocate adequate budget and resources to facilitate the support given to their o±cers and customers. It is imperative that the resources are used to improve the IT facilities and infrastructure such as providing Internet connection with higher speed to all the o±cers, hire skillful personnel, and to provide periodic training to both the stakeholders. The training programs provide interaction opportunities among the o±cers, which might help the RMC to identify future improvements to the CIS.
As e-government involves various stakeholders, it is thus vital that a holistic approach is taken to increase participation and collaboration with the o±cers, business entities, citizens and even other government entities when a system is designed or needs improvement, such as in the case of the CIS. It is worth remembering that improved interoperability between public organizations as well as between public and private organizations is of critical importance to make e-government more successful (Reddick, 2008) . 37 However, technology characteristics do not signi¯cantly in°uence the intention to use e-government applications as it was discovered in this study. Therefore, it should provide a hint to the policy makers that continuous investment in technology does not guarantee usage, but rather picking the right technology that is able to ful¯ll the needs of both the internal and external customers is what matters most. As emphasized by Bhattacharyya, 38 any system is likely to generate development gains when it is closely adapted to the needs and capacities of the various stakeholders who might react di®erently to an innovation and therefore the degree of adaption. 39 In so saying, the technology and its facilities must be friendly enough to encourage usage on top of having su±cient bandwidth and technical integration which are deemed important to ful¯ll processes timely, quickly, and with minimum of wasted time and corruption (Ghapanchi et al., 2008) .
Besides ful¯lling the satisfaction of internal customers, the RMC must guide e®orts in enhancing the satisfaction of its external customers. On top of upgrading its personal computers at the terminals and to engage in high-speed Internet line, frequent workshops and training programs ought to be conducted. At the same time, trust must be built with the customers through e®ective laws and policies. The customers must be constantly convinced that the CIS meets their needs and that the RMC o±cers are friendly enough to be reached for advice and even suggestions on how certain aspects of the CIS can be further improved.
Conclusion and Future Plans
In view of the rapid development of ICT infrastructure and environment in Malaysia, there is no doubt at all that the nation is prepared to embrace e-government towards achieving better service delivery performance for its citizens, businesses and other government entities 40 despite the presence of many challenges. In fact, the e-government initiative in a developing country like Malaysia, if successful, will have far-fetched implications. As Ghapanchi et al. (2008) put it, such an enabled government is a momentous opportunity for the developing countries to improve and streamline their government's operations, provide breakthrough performance, and reduce their existing gaps with the developed countries. Further, thē ndings can be used to guide future e-government projects in the country as well as other developing countries.
From the research perspective, it is hoped that this study would spur more research in this area, especially among the developing countries. In so saying, perhaps one of the major weaknesses of this study is the small sample size. A larger sample size across all the departments within the RMC and/or with other government agencies and diverse business entities may validate the arguments presented in this paper. In addition, the use of other methods such as observation and case studies may also be necessary in order to validate the¯ndings. This is in view of the fact that the o±cers are bound by general orders and that their customers may want to maintain a good relationship with the RMC o±cers. In these situations, there are likelihood that the respondents may not reveal the truth.
This study focused only on¯ve factors, thereby limiting the amount of psychographic information required. It is possible for future studies to consider other important factors such as information quality, 41, 42 security, [43] [44] [45] [46] technology incompatibility, 43, 47 policy and political pressures, 45, [48] [49] [50] privacy concerns, 43, 49 relationships between governments, business entities and citizens, 50 social and economical issues 43, 48, 49 which are likely to generate important yet interesting¯ndings. The approach used to measure satisfaction levels is another important aspect to consider. This study uses only the descriptive statistics to demonstrate the satisfaction levels of both types of customers and therefore provides only a unidimensional view in examining the end-users' satisfaction of the RMC's service delivery process. Future studies should consider a more comprehensive and validated methodology in recognizing customer satisfaction as a latent variable with the demographic and psychographic information acting as covariates. This includes the use of customer satisfaction index 51 through the Latent Class Models (LCM) approach 52, 53 to better pro¯le the RMC o±cers and business clients in terms of their levels of satisfaction and/or dissatisfaction on the covariate variables. This is because a welldesigned typology is important as it helps governments to make informed decisions to implement strategic policies e®ectively. Finally, this is a cross-sectional study. A longitudinal study is needed to capture the details.
